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ABSTRACT
Currently,thepopulerstrategicbusinessis shiftingthecompanyfromproductorientedto customer
orientedThisconceptisknownasCustomerRelationshipManagement(CRM)thatisusedtomaintaina
relationtocustomers.To evaluatetheeffectivenessofCRM,softwarehasbeendesignedtodevelopa
measurementof CRM effectivenessusingBalanceScorecardand an assessmentusingAnalytical
HierarchyProcess(AHP).Thissoftwarewill smooththeprogressof comparingthestrategicplanning
fromtimetotime.Theoperatingsystemof thissoftwareis Windowsandtheprogramminglanguageis
VisualBasic. Thissoftwareneedsinputdatafromquestionnairetoachievedaccurateandvalid
resultof effectivenessmeasurementof CRM. Theinputdatafromquestionnaireprovideas a valueof
customersatisfactionwithintheperspectiveof customersatisfaction.Furthermoreinputdatafrom
questionnairewill also be neededto evaluatefour perspectiveand totalscore of effectiveness
measurementofCRM. Thisworkshowsthatthesoftwarealleviatesthemeasurementof CRM
effectivenessandcanbeusedtoleaveoutmiscalculation.ValidationtesthavebeendoneonPT. Ywith
thetotalscoreofeffectivenessmeasurementofCRMis 3.43.Finally,thecalculationoftheeffectiveness
will moreeffectiveandmoreefficientbecausethereis easinessin analysingimprovementof target
strategicinthefourperspectiveofeffectivenessmeasurementofCRM.
KeyWords:CustomerRelationshipManagement(CRM),VisualBasic
INTRODUCTION
The marketcompetitivenessin the era of
globalizationhaschangedthemarketingmodel
whichwasinitiallyproductcenteredtocustomer
centered.It meansin producinga productor
service,firm shouldconsiderthe needfrom
customerpointofviewasanimportantcriteria.
This paperwork, a model of effective
measurementisdesignedfromBalanceScorecard
(BSq. With a modificationto the four
perspectivesof BSC whichwas suggestedby
KaplanandNorton,thewritercouldusetheBSC
frameworkinmeasuringeffectiveofCRM infirm.
THEORETICAL BACKGROUND
CustomerValueandSatisfaction
Thesatisfactionis one'shappyor upsetfeeling
thatcomesfromcomparisonbetweenimpression
totheperformance(orresult)of aproductandits
expectation.If the performanceis underthe
expectation,customerwouldfeeldissatisfaction.
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If the performancefulfills the expectation,
customerwouldbesatisfiedandextremelyhappy.
To attractandmaintainthecustomer
The firm nowadayshouldtakethe customer
defectionrate into account.It is the rateof
customerloss and takingimmediatestepsto
decreasethetrend.
The costto attractcustomeris moreexpensive
thantosatisfytheexistingcustomer.A bigeffort
is neededtoattractthesatisfiedcustomertoshift
theirattention.
CustomerRelationshipManagement
This is a strategyof informationusage,
technologyandhumanprocessto maintainthe
customerelationwith companythroughsome
functionswithinthecompanysuchasmarketing,
sale,serviceandothersupportfor all customer
lifecycle.
Thereareasomeimportantconceptsthatsupport
theCRM definitionwheretheconceptsshouldbe
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understoodandstressedout sincethey have
importantrole to the success of CRM
implementationthat is: CLS (Customer Life
Cycle)has total time definitionwhere the
customeris in relationwiththecompanyfromthe
customer'spointof viewandexperience.
BSC(BalancedScorecard)
BalancedScorecardis a collectionof integrated
perfonnancemeasurementderivedfrom the
companystrategyinawhole.ThereforeBSC isa
fast,preciseand comprehensivemanagement,
measurementandcontrolsystemandcanprovide
theunderstandingto themanageron business
perfonnance.
Theperformancemeasurementconsiders
businessunit from four perspectives,finance,
customer,businessprocessin the companyas
wellastheprocessof growthandlearning.
AHP(AnalyticalHierarchyProcess)
Theprocessof takinga decisionis basically
choosingan alternative.The main tool is a
functionalhierarchywithhumanperceptionasthe
maininput.
Basically,the steps in AHP method
comprises:definingproblemand settingthe
desiredsolution.
Makinga hierarchystructureis started
withgeneralpurposeandcontinuedwith sub-
objective,criteriaand the possibilityof other
alternativestotheverybottomcriteria.
Making a matrix of intertwined
comparisonthat illustrates the relative
contributionr theeffectof eachelementtothe
respectiveobjectiveorcriteriaonelevelaboveit.
Thecomparisonis donebasedon thejudgment
fromthedecisiontakingbyassessingthelevelof
interestofoneelementwithotherelements.
RESEARCH MEmOD
Modelofformulation
Inordertoreachthemissionandrecognizingthe
effectiveof CRM activity,the companycan
perform CRM effective measurementby
modifying four perspectivesin balanced
scorecard,theyare finance,customer,internal
businessandgrowthandlearningto four new
perspectiveswhichiscustomerorientedcustomer
AnalisysandDevelopmentofMeasurement....
Wahyuni
ISSN: I978-774X
knowledge,customer interaction,customer
satisfactionandcustomervalue.
The mapstrategyis an architectureto
describethestrategyso thatthecompanycan
directall organizationalresourceseffectivelyto
themanifestationforganizationalvision.
A goodBSC shouldbeabletoexplainthe
companystrategythroughcauseand effect
relation.Themeasurementsystemshouldidentify
andsetthehypothesessequenceon causeand
effectrelationbetweentheresultmeasurements
withitsperformancebooster.
ThemeasurementusedinBSC istheresult
measurementthatwill bereachedbythecompany
(Lag indicator)and lead indicatoras a
performanceboostingfactorthat reflectsthe
uniquenessof strategyandfactorusedto reach
thatlagindicator.
In measuringtheCRM effectivein the
company,BSC perspectiveisusedinLikerscale,
thatis, score5 meansverygood,score4 means
good,score3 meansfair,score2 meanspoorand
score1meansverypoor.
In order to know the magnitudeof
contributionof therespectivestrategicobjective
thenthevalueisdoneforeachstrategicobjective
thatbecomesotherstrategictarget.
The value performedwith Analytical
HierarchyProcessmethod.
AlgorithmMethod
In developingthissoftware,it is necessarytoset
uparuleappropriatewiththeexistingtheory.
1. Model of total value of customer
satisfaction, customer satisfaction
perspective.
2. Modelof CK, CI, CS andCV valuing
perspective.
3. Modelof valuingperspectiveCK, CI, CS
andCV.
4. ModelofCK, CI, CSandCV.
5. Modeloftotalvalue.
The selection of operation system and
programminglanguage
Operatingsystem
TheWindowsunderstandingasviewedfromthe
userside is a shell for makingrelationand
runningWindowsapplication.Whilein viewof
theprogramming,Windowsis workingonsome
tasksanda collectionof hundredsof Application
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ProgrammingInterface(API) [c]functions.These
functionsif combinedandusedappropriatelywill
becomeausefulapplication.
Thebenefitofusingwindows
The use of windowsapplicationhas some
advantagesfor theuseramongothers,windows
appliesthestandardizedusingoperatingforeach
application.This standardizedoperationwill
certainlybe helpfulfor userin usingWindows
application.Theoretically,if theuserhasbeen
schooledto user an application,then other
applicationswill beeasilyused.
OtherbenefitfromWindowsapplicationis
moreaccessible.Theuseris nolongerlimitedby
theamountofmemory.
Theadvantagein Windowsis essentially
in accessingthe hardware,and in designing
interfacerelationshipwiththeuser.In fact,time
thatis mostlyspentbytheprogrammerinmaking
anapplicationisresolvingthetwoproblems.
Thelanguageofvisualbasicprogramming
Visual basic is a Windows-basedfacilityof
applicationdeveloper(software developer).
"Visual"tendstothemethodof GUI (Graphical
UserInterface)establishmentwiththesimplicity
in placementandforminganobjectonthescreen
withoutwriting muchof programlines.The
visual basic is not only found in individual
programminglanguage,howeverthesystemof
Visual Basic programmingis integratedin
MicrosoftExcel, MicrosoftAccessand some
otherMicrosoftapplication.While the Visual
Basic ScriptingEdition (VBScript)has been
muchusedassuchin ASP (ActiveServerPage)
designandasubsetofVisualBasicprogramming
language.
ProgrammingCriteria
In performingthe calculationof customer
relationshipeffectivemeasurement,a tool is
neededto simplifyits calculation.So far, the
calculationis performedmanuallyso thateach
companythat has beenappliedCRM in its
implementationneedslongertimein performing
measurementof CRM effective.Thissoftwareis
madewith consistent,accurate,efficientand
effectivecriteria.
ISSN:1978-774X
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Effectively valueof CRM
Suggestions
~
Fig.1.FlowofDiagram
StoryBoard
OpeningMenu
This menuis an introductionof CRM effective
measurementsoftware.Beforewecomeintothe
mainmenu,we shouldpassthroughthismenu
first.Thismenuhas2 mainbuttons,Exitbutton
andMain Menubutton.The buttonshavethe
followingfunctions,Exit buttonsfunctionto
comeoutfromthissoftware,whileMainMenu
buttonsisforcomingintothemainmenu.
MainMenu
If we pressthemainmenuin theintroduction
menu,thenwe will comeintothemainmenu.
Thismenuis a menuto fill andprocess.Before
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weusethissoftware,weshouldgivetheuserid,
usernameandpassword.This menuhassome
menubuttons,thatis,Assessmentmenubuttons,
valuingmenubuttons,informationmenubuttons,
customerknowledgemenubuttons,customer
interactionmenubuttons,customervaluemenu
buttons,andtotalvaluemenubuttons.
TheDevelopmentof Software
Fig.2.IntroductionMenu
Fig.3MainMenu
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Fig. 5 AssessmentMenu
D23
Proceeding,InternationalSeminaronIndustrialEngineerigandManagement
MenaraPeninsula,Jakarta, August29-30,2007 ISSN: 1978-774X
Fig. 6.ValuingMenu
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Throughthe methodof analyticalhierarchy
processwhich is a functionalhierarchywith
humanperceptionas themain input,thenthe
levelof interestof an elementcomparedwith
otherelementswill beclearer.This softwareis
abletoprovidemaximumvalueinformationfrom
respectivematrixEigenvalue.Consistencyindex
andRatioconsistency.This rateindicatesthe
consistencylevelof acceptanceof personto the
assessmentgivento a problembasedonrandom
consistencyratelistedinthetable.
Efficiency
Aftertryingtheexaminationi thecalculationof
CRMeffectivemeasurement,bothusingsoftware
or hardwareindicatingdifferentresult.This is
evidencethatthe softwareof CRM effective
measurementthathas beenmademayrun as
expected,so thatif we usethe softwarewill
shortenthenecessarytimein calculatingCRM
effectivemeasurement.
Applicationsimplification
Oneof thebenefitof softwareis thatit canbe
used by all parties,be it laymen,quality
engineeringandorg~nization,theycanusethis
software.
CONCLUSION
In developingthecomputersoftware,thereare
stilI technicalthingsthathavenot developed.
Theyare:
. questionnairemenufacilityfor valuing
quality dimension, perception and
customersatisfaction.
. Facilityinprintingdirectly.
. Facilitiesin picturefile minimizingsize
andaresavedintruecolorformat.
. Zoomingandbilingual
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. Ratingthecauseof CRM effectivefrom
eachstrategicobjectiveortotheexisting
fourperspectives.
Thethingsabovecanbedevelopedfurtherforthe
future.Thissoftwarecanbemanifestedwell.
A]
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